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PREFACE

P.1 PURPCSE

This Marshall Procedures and Guidelines (MPG docunent defines
the Marshall Space Flight Center (MSFC) custoner satisfaction
process that ensures the continuing suitability, adequacy, and
ef fectiveness of satisfying the Center’s custoner requirenents.
To the extent possible, it |everages existing MSFC processes and
tools for collecting custoner feedback and reporting MSFC s
custonmers’ satisfaction. It also provides the process for senior
managenent to set and nonitor critical, top-level custoner
satisfaction objectives.

P.2 APPLICABILITY

This MPG applies to gathering and processi ng custoner
sati sfaction feedback fromboth internal and external custoners.

P.3 AUTHORI TY

MPD 1280.1, “Marshall Managenent Manual”

P.4 APPLI CABLE DOCUMENTS

a. MG 1280.4, “MSFC Corrective Action Systent

b. MW 1280.2, “MSFC Custoner Feedback Systent

c. MG 1000.1, “Center Strategic Planning Process”

d. MG 1130.1, “MSFC I npl enentation Pl anni ng Process”
e. MG 1130.2, “MSFC Annual Report Process”

f. MPG 1280.9, “Continual |nprovenent”

g. NPG 1441.1, “NASA Records Retention Schedul es (NRRS)”
P.5 REFERENCES

None
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P. 6 CANCELLATI ON

None

Oiginal Signed by
Axel Roth for

A. G Stephenson
Director
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DOCUMENT CONTENT
1. DEFI N TIONS

1.1 Custoner. Any recipient of an MSFC- supplied product or
service. Custoners include: Public/Taxpayers, NASA Headquarters
and ot her NASA Centers, other Governnent agencies, contractors,
academ a, small business, community, private industry, news
medi a, and internal MSFC Directorates/ Ofices.

1.2 Custoner Feedback. An MSFC custoner’s conmunication (e.g.,
conpl aint, observation, or conplinent) regarding delivered MSFC
products and services, as docunented on MSFC Form 4306, “Marshal
Space Flight Center Custoner Feedback,” or another tool that
nmeets the intent of this MPG

1.3 Custonmer Satisfaction. Custoner’s perception of the degree
to which the customer’s requirenents have been fulfilled.

1.4 Product. The result of activities or processes, which is
delivered to the custoner.

1.5 Product/Service Provider. The lead entity responsible for
the product/service with direct interface with the custoner.

1.6 Service. The results generated by activities at the
interface between the supplier and the custoner and by supplier
internal activities to neet custonmer needs.

2. RESPONSI BI LI TI ES
2.1 Center Director. Responsible for defining Center-|evel

custoner satisfaction objectives and nonitoring critical custoner
satisfaction nmetrics.

2.2 Associate Center Director. 1In conjunction with the Center
Director, defines MSFC s custoner satisfaction objectives,
selects netrics for nonitoring and reporting, and reports results
to the Marshall Quality Council (MX).

2.3 Directorate/Ofice Managenent. Establishes organizati onal
objectives/netrics and selects the directorate/office

Organi zati on Custonmer Feedback Coordinator. Takes steps to
respond, as necessary, to custoner feedback regarding their areas
of responsibility.

2.4 MSFC Custoner Satisfaction Coordinator. Consolidates the
Qual ity Managenent System data for reporting to/review by the

MQC.

CHECK THE MASTER LI ST at https://repository. nsfc. nasa. gov/directives/directives. htm
VERI FY THAT THI S | S THE CORRECT VERSI ON BEFORE USE




Mar shal | Procedures and Gui del i nes
DAO1

Cust oner Satisfaction MPG 1280. 8 Revi si on: Baseline

Date: August 13, 2001 Page 7 of 10

2.5 Oganization Custoner Feedback Coordinator. Assenbles data
and netrics for managenent. Responsible for nodifying tools, as
required.

2.6 Product/Service Provider. Solicits custoner feedback.
Conducts followp wth the custoner to address their issues and
concerns, as appropriate.

3. PROCEDURE

Acti onee Acti on

Cent er 3.1 Define MSFC s custonmer satisfaction
Director/ obj ectives and select netrics for

Associ at e noni toring and reporting.

Center

Di rector

Directorate/ 3.2 Define directorate/ of fice objectives that
Ofice nmeet the Center’s custoner satisfaction
Managenent obj ectives (reference MPG 1130.1, “MSFC

| pl enent ati on Pl anni ng Process,” and
MPG 1000.1, “Center Strategic Planning
Process”).

3.3 Devel op custoner satisfaction netrics based
upon directorate/office objectives. For
assi stance in developing netrics, reference
MPG 1130.1, “MSFC | npl ementati on Pl anni ng
Process;” MPG 1130.2, “MSFC Annual Report
Process;” and MPG 1000.1, “Center Strategic
Pl anni ng Process.”

3.4 ldentify the custoners for the
product s/ servi ces provided. Custoners may
be identified within a work control system
or data base or nmmintained as a separate
list. The provider nust be able to
differentiate between internal and external
cust oners.

3.5 Update the custoner |ists at |east
annual ly, and retain.
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3.6
3.6.
Pr oduct / 3.7
Servi ce
Pr ovi der
3. 7.
3. 7.
3.8

1

1

2

Use current MSFC custoner feedback tool
(reference MW 1280.2) or devel op
appropriate tool (s) to ensure custoner
satisfaction feedback is docunented.
Overall custoner satisfaction reflects the
total relationship with the custoner not
just satisfaction with the end product.
The tools should support an appropriate
met hod for collecting custoner feedback.
Possi bl e net hods are as foll ows:

(1) analysis of existing data, (2) direct
observation, (3) one-on-one interviews,

(4) focus groups, and (5) surveys. (It may
be a paper formdelivered/ supplied with
products, online data entry forms, or

ver bal comruni cation (interview), etc.)

The custoner satisfaction feedback shoul d
solicit the custoner perceptions
appropriate for the product or service such
as the follow ng:

- Were the custoner’s requirenments net

- What is inportant to the custoner

- Schedul e

- Cost

- Safety

- Overall custoner satisfaction

- Custoner explanation for dissatisfaction,
if any

- Techni cal accuracy, if applicable.

Sel ect appropriate custoners and solicit
their custoner feedback.

Docunent custoner feedback using
appropriate tool (s).

Any significant negative comments or
probl ens reported by external custoners
shal | be processed in accordance with
MAI 1280.2 and screened for input to the
corrective action system (reference MPG
1280. 4) .

Conduct followp with the custoner to
address their issues and concerns, as
appropri ate.
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Directorate/ 3.9
Ofice

Managemnent /

Pr oj ect

Manager or

desi gnee

Organi zation 3.10
Cust oner

Feedback
Coor di nat or

MSFC Custonmer 3.11
Sati sfaction
Coor di nat or

3.12

4. RECORDS

Process custoner feedback into an
appropriate netric format. Consi der
custoner satisfaction netrics that are
appropriate for both negative and positive
out cones.

Revi ew, consolidate, and provide sel ected
nmetrics to directorate/offi ce managenent
and subsequently to the MSFC Cust oner

Sati sfaction Representative Coordi nator

Consol idate all directorate/office custoner
satisfaction netrics and provide integrated
metrics for M review.

NOTE: Based on custoner satisfaction
results, the M may adjust the custoner
sati sfaction objectives.

| nput to continual inprovenent process, as
necessary.

The directorate/of fi ce manager or designee shall retain the

custoner list(s) for 3 years.

After 3 years, the custoner lists

records nmay be discarded in accordance with NPG 1441.1, Schedul e
1/26.5 (pendi ng approval).

The MSFC product or service provider nmust retain the customer
sati sfaction feedback docunentation for 3 years fromthe date it
was docunented in accordance with NPG 1441.1, Schedule 1/26.5

(pendi ng approval).

The directorate/office custoner satisfaction objectives and the
reported netrics are maintained in accordance with MPG 1130.1 and

MPG 1130. 2.
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5. FLOW DI AGRAM

Define MSFC Customer Satisfaction
Objectives and Select Metrics for
Monitoring and Reporting

v

Define Directorate/Office Customer
Satisfaction Objectives and Metrics

v

A P»| tanCustomerLisss —T % (MPG 1000.1)

v

Devel op/Sel ect/
Update Customer
Feedback Tools, as
required

v

Salicit Customer
Feedback

v

Document

Develop/Update/Main- Center Strategic Planning

Customer Feedback g

!

Process Feedback
into Metric Format

'

Analyze/Report
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< N Metrics 1

Center Strategic Planning (MPG
1000.1) and Continua Improvement
(MPG 1280.9). Processesinclude
changing/updating metrics, as

required.
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